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May 29, 2009 


The Honourable Kevin Krueger 
Minister of Community Development 
Legislative Buildings 

Victoria, British Columbia 

V8V 1X4 


Dear Minister: 


On behalf of the Board of Directors, the management and the employees of the British Columbia Assessment Authority, 
| am pleased to present the 2008 Annual Service Plan Report for BC Assessment. 2008 was a year of significant change 
for the organization both internally and externally. 


In the last year, BC Assessment and our government have witnessed rapid and profound change in economic fortunes 
world wide. The financial crisis that has spread across the globe cooled an economy that was seemingly unstoppable 
just last summer. British Columbia is connected to these markets and the impacts of changing global fortunes are now 
being felt locally. The steady and unprecedented growth over the last several years stalled and property values began 
to fall in the last half of the year. These events unfolded quickly and their impacts have been felt by many. 


In response to the quick turn in the economy and decreasing property values in the latter half of 2008, the B.C. 
government passed the Economic Incentive and Stabilization Statutes Amendment Act, [SBC 2008], c. 44 in November. 
Referred to as Bill 45, this Act provides stability for property owners concerned about property values. The legislation 
required the 2009 assessment to reflect the value of a property as of either July 1, 2007 or July 1, 2008, whichever date 
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Message from the Board Chair to the Minister Responsible 
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We Value BC 


The measures presented in the report focus on key performance indicators for the organization. The Board is 
responsible for ensuring internal controls are in place for the accurate and timely measurement and reporting of 
performance information. All significant decisions, events, and identified risks as of May 21, 2009 have been considered 
in preparing this report. The report contains estimates and interpretive information that represents the best judgment 
of management and identifies any changes in mandate, direction, goals, strategies, measures or targets made since the 
2008-2010 Service Plan was released. Any significant limitations in the reliability of data are identified in the report. 


This report was prepared under the Board's direction in accordance with the Budget Transparency and Accountability 
Act, [SBC 2000], c. 21and the B.C. Reporting Principles. The Board is accountable for the contents of the report and 
how it has been reported. The information presented has been prepared by management and reflects the actual 
performance of BC Assessment for the 12 months ended December 31, 2008 in relation to BC Assessment’s 2008-2010 
Service Plan (published February 2008). 


| would like to take this opportunity to thank my fellow Board members for their support and ongoing commitment to 
the organization. Special thanks to outgoing Board members Barry Clark and Fred Graham for their valued contributions 
and | welcome Doug Morneau who was recently appointed to the Board. In addition, | would like to thank the BC 
Assessment staff who worked collaboratively toward achieving our performance targets in 2008 and to acknowledge 
those staff who retired from the organization over the last year. 


We are proud of our achievements and confident that BC Assessment is laying the foundation for future success as a 
provider of valued property assessment solutions to our customers and the Province. 


Aylliins Nhite 


Lillian White 


CHAIR, BOARD OF DIRECTORS 
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STRENGTHENING BC ASSESSMENT - 
PEOPLE AND CULTURE - BC Assessment 
recruited the CEO and several new executive 
positions in 2008. The new executive team 

has and increased focus on finance and 

human resources. This new team has also 
underscored the linkage between engaged 
staff and high quality customer service. To 

this end, we have increased our focus on 
people and culture within the organization by 
developing a corporate engagement action 
plan, monitoring staff engagement through an 
annual workplace environment survey and more 
actively addressing the succession, training and 
recruitment challenges we face. 


CUSTOMERS — We continued to conduct annual 
customer surveys and consult with customer 
groups to identify what we are doing well and 
where improvements can be made. The overall 
survey results for 2008 strongly suggest that 

the vast majority of property owner customers 
were satisfied (82% were satisfied), which 

was within our overall 2008 target of 83.5 per 
cent (+/- 2%) satisfaction. We believe a high 
standard of customer service is necessary for our 
success, and set more precise and challenging 
targets in our 2009-2011 Service Plan in this 
area to underscore the fact that we can always 
do more. In 2008, the first phase of a Customer 
Segmentation Strategy was initiated. This 
strategy will provide clear direction on the 
specific needs of distinct individual customer 
groups. We also want to ensure that employees 
take pride in delivering service excellence to 
every customer. To support this strategy, we 


we Value BC 


will continue to deliver the next phases of our 
Service Excellence training program in 2009. 


RELATIONSHIPS — Service excellence and 
ensuring trust in our products and services 
depend on good business relationships. 
Relationships became a strategic theme in 
2008, and they are integral to our 2009- 

2011 Service Plan. A number of initiatives 
were undertaken in the past year to enhance 
performance in this area. This has included 

the establishment of a Taxing Jurisdiction 
Advisory Committee (TJAC), regular roundtable 
and industry meetings and the creation of 

an advisory structure with the executive 

and management representing provincial 
government ministries principally involved with 
BC Assessment. (For more information: 
www.bcassessment.ca/local_gov_customer.asp) 


PRODUCTS AND SERVICES — Our products 
and services are designed to meet customer 
needs and maintain transparency through 
easily accessible public information about 
assessments and the basis for those 
assessments. We also work with our 

partners to maintain inexpensive and timely 
appeal processes to maintain fairness and 
administration in accordance with legislation 
and case law. While 2008 was an unusual year 
in a highly volatile real estate market, appeals 
and challenges to the accuracy of assessments 
were down substantially from 28,966 for the 
2008 roll to 18,978 for the 2009 roll, and our 
performance improved in most areas. 


“Survey after survey has Bea 
that the key to success lies in 
focusing on customer needs, 
providing products and services 
that meet those needs and then 
managing the customer 


relationship to ensure customer 


satisfaction.” 


Stanley A. Brown 
Author of Customer Relationship Management 


e Assessment enquiries and appeals 
significantly dropped in 2009 as a result of 
Bill 45, continuing their downward trend 
over the past few years (refer to Figure 7 on 
page 20) and reflecting greater trust in our 
assessments. 


e We continued to invest in our ability to 
provide map-based information to our 
customers through the e-valueBC web-based 
application. To support the additional need 
for map-based information, we also compiled 
1.5 million parcels in the assessment fabric 
of the 1.8 million total number of parcels 
in B.C. BC Assessment also developed a 
maintenance strategy for the assessment 
fabric, and in 2009 will be providing a more 
regular update process of the assessment 


‘|NjJOedsay pue WO}IUN ‘a|qIssazDy ‘a;qeljay 


SLYOd3Y AYOLALVLS 


‘Seo|Mes Jsued pue jelidsoy pue ‘seale edinias j290| ‘sIOIN\SIP JeUO!|Had ‘sIDIASIP jOoYDS 
40} Bulpunj se yons ‘sasodind uoiexe} d1419eds 104 soLeuiuns anjea oaiB sodas asou| e 


"QUO SAI9IS1 O} ||O1 JUSLUSSESse 94} UO pajeuBisap uosied Aiano 

01 1eah ydee Auenuer jo yeem Jsil} SU} Ul Pale aie Sedlj}0U JUaLUSsasse eu, Auedoid auy | | 
UO sjusWAeAcidW! Aue pue pue] a4} Jo SNIEA pessasse 9} Sjle}8p 9d1}0U JUSLUSSESSe OU] e SHOILON INAWNSSASSV 

2 | | 


| 
‘swaishs uoljexe} Aadoid jeai juapuadapul usijqeise 02 Ayuouine aaey 1104 LLNS WSSASSV 
FEYI SUCHEN IS4I-4 GG 40} SISeq J5e1]UOD e UO ||O/ JUBLUSSEsse Ue Sdja|dWOD JUaLUSSaSsSY Dg e ~ SNOILVN LSMI 
| : | 


yequisseq pue jd ueemjeq penss! ‘(gyyd) pieog jeeddiy jueussassy Auiedoug ou} 
WO4} SUd!sISEp Bulpnjsu! ‘suo4591409 pue seBueyd ay} suleyuo> - 7704 AYVLNAWATdd Ns e 


yeek yoee ydueyw pue Areniqe4 Buuunp (qyWd) |BUed MaIAeY JUaLUSsAssYy Auedoig ay pue 
juassessy Dg Aq ||01 ]uaussasse 94} UO ape SjuBWPUELe sEpN|du| - 7704 GASIAAN e 


ueak yea | Ain¢ jo se Ayiedoid e jo anjen yoyewW OU} UO 
peseq aie ||O1 ]Juaussesse 84} UO sanjen seek Buimojjo} au} ul Sayer xe} Jas 0} saOUINe | | 
Burxey Aq pasn pue Jequisseq ul pajejdwiod |jo1 zusussasse jenuuy - TION G3ALAIdWOD e WON LNG WSSASSV 


S8dIAIZS pue S}INPOId -J FYNO!S 


fabric to the Integrated Cadastral Information 
Society (ICIS) for distribution to society 
members. Furthering our expansion of the 
use of map-based information, training was 
provided to local government and our staff to 
improve the ability to use this data to meet 
customer needs. Geographic Information 
Systems (GIS), which provide map-based 
data, vastly improve our ability to add value 
to our products and services. 


e We added new features for our customers 
to our e-valueBC and Assessment LinkBC 
web-based applications. This included Bill 45 
mandated changes in e-valueBC that provide 
sales data from January 1, 2007 to October 
31, 2008 and the market value for July 1, 
2007 and July 1, 2008 and the resultant lower 
value for the 2009 assessment notice. 


Where can | find more information? 


Glossary of Terms: 
Refer to the back of this report 


Frequently Asked Questions — go to: 
www.bcassessment.ca/faq.asp 


We Value BC 


EFFECTIVENESS — BC Assessment is 
committed to improving effectiveness and 
adhering to sound environmental practices. 
Increases in the average costs associated with 
property assessment services, as noted in our 
2009-2011 Service Plan, are not to increase ata 
rate greater than inflation. BC Assessment met 
its 2008 target of $39.00 per property with an 
actual cost of $36.96 per parcel (see page 41 
for additional detail). Our continued investment 
in new technologies and systems will enable us 
to provide innovative assessment solutions to 
customers while limiting cost increases. 


BC Assessment continued to advance 
government's broader interest in green 
technology, reducing our impact on the 
environment and supporting the province's 
Climate Action Plan. In addition to completing 
leasehold improvements, office space in new 
LEED standard buildings were secured for our 
Vancouver Sea to Sky Office and Head Office. 
Office consolidation in Kelowna has provided 
improved customer access, a more efficient 
office system and a reduced carbon footprint. 


BC Assessment has created staff Green Teams 
in each of its 19 office locations to provide 
leadership and promote environmental 
awareness and adoption of green practices. 


PROPERTIES (MILLIONS) 
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FIGURE 3: Average BC Assessment Costs Per Property 


$39.00 


$37.32 


$34.82 $34.84 $35.95 $35.27 $36.96 
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Actual Actual Actual Actual Actual Actual Target 


Source: BC Assessment, Finance Department, financial summary 


FIGURE 4: Number of Properties Assessed Annually 


1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 
ROLL YEAR 
Source: BC Assessment Quality Assurance Department, Assessment Roll Statistics 
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Delivering Value to Customers 


Assessment roll information is used by taxing 
authorities who rely on taxes collected through 
an annual levy of property owners. These 
taxing authorities are one of our principal 
customer groups, and include the provincial 
government, local governments and the 
federal government. Property owners are our 
second key customer group, and they include 
homeowners, businesses, non-profits and 
government property owners. We also provide 
assessment services under contract to the 55 
First Nations in 2008 that have taxing authority 
responsibilities. 


The real estate market generally creates the 
value that BC Assessment reports to taxing 
authorities and property owners. Market 
values are not applicable as a basis for 
taxation for some properties, such as farm 

land and industrial properties. In these cases, 
assessments are determined in accordance with 
regulations and Board-approved prescribed 
rates. For 2009, the assessment roll had a 
value of $953 billion, an increase of $13 billion 
or 1.38 per cent over the 2008 assessment roll. 


BC Assessment has no direct role in property 
taxation and operates independently from 
taxing authorities. However, what we do 

helps establish a sound foundation for fiscal 
planning and service provision for all levels 

of government. In 2008, $6.04 billion in 

gross property taxes was collected based on 
the assessment roll. Property taxes provide 
between 40 and 60 per cent of funding for local 
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THE BEST CHOICE FOR PROPERTY INFORMATION AND ASSESSMENT 
SOLUTIONS — OUR CUSTOMER SERVICE COMMITMENT 


Reliable 
Providing Accurate Products 
and Services 


Accessible 


Providing Timely Access to 
Staff and Information 


Uniform 


Respectful 


Being Consistent in the 
Way We Treat You 


Maintaining Positive 
Relationships 


WHY DO OUR VALUES AND OUR SERVICE COMMITMENT MATTER? 


The first property levy in British Columbia was in 1860 with the levying of an annual tax 

of one per cent on the market value of real estate. Assessors were appointed to perform 
the assessment function. Over time, each city created separate assessment organizations. 
Assessment criteria and valuation methods varied and assessments were frequently 
challenged and often difficult to defend. By 1973, with 140 independent assessment 
organizations in British Columbia, the situation had grown into a serious provincial 

crisis of trust. Alarmed with the rising incidence of equity grievances, and pressured by 
property owners and the public sector, government created the BC Assessment Authority. 
Six months later, the Authority created the province's first impartial and independent 
assessment roll. 


Living up to our values and service commitment is essential to maintaining the trust 
placed in us by the province and the people of British Columbia. 
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governments and approximately 30 per cent 
of funding for schools. All of these funds are 
based on the property taxes applied by taxing 
authorities. The tax amount for each property 
is based on the assessed value of the property 
and the projected cost for the provision of 
public services by the taxation authority. Tax 
rates are adjusted as property values change. 


Work in Partnership 


We work in partnership with other agencies to 
add value to services and save taxpayer dollars. 
For example, as a member of the Integrated 
Cadastral Information Society (ICIS) — which 

is creating a single source for all provincial 
mapping data from government and private 
sector sources — BC Assessment provides 
expertise and data that enables all partners to 
share resources more efficiently. In addition, we 
are a sponsor of a number of organizations that 
represent local governments at various levels. 
These sponsorship arrangements include 

the Union of British Columbia Municipalities, 
the Local Government Management 
Association, and the Government Financial 
Officers Association. These arrangements 
increase awareness and understanding of the 
assessment process in the province, leading to 
a more effective and efficient property taxation 
program across all of the jurisdictions in British 
Columbia. BC Assessment also works directly 
with a number of partner organizations such 


as the Appraisal Institute of Canada and 
International Association of Assessing Officers 
to continually improve the assessment system 
in B.C. and support appraisal standards across 
Canada and the United States. Partnerships 
bring new ideas, ensure uniform and relevant 
standards, and help us to achieve our goals 
and control costs. 


Fair and Accessible 


We aim to ensure that property assessments 
are fair and accurate. Property owners have 
access to a range of options to ensure accuracy 
or impartiality of their assessment. Local BC 
Assessment appraisers can often resolve issues 
directly with property owners. In cases where 


_ the issues cannot be resolved , the matter can 


be forwarded to a local Property Assessment 
Review Panel (PARP)'. Property owners 

may appeal panel decisions to the Property 
Assessment Appeal Board (PAAB)*. PARP and 
PAAB decisions may be appealed to higher 
courts that may hear property appeals based 
solely on points of law. 


For more information: 
http://www.sbr.gov.bc.ca/parp/ 
http://www.assessmentappeal.bc.ca/ 


How We Are Funded 


We are funded primarily through property tax 
levies administered by the taxing authorities 


"Approximately 75 panels are appointed throughout British Columbia to serve as independent bodies to review property assessment roll complaints. Each panel 
consists of three members appointed by the Minister responsible for the Assessment Act. Members are selected on the basis of merit, following an open and 


transparent process. 


* The Property Assessment Appeal Board (PAAB) is independent from the Property Assessment Review Panels, government and BC Assessment. It provides property 
owners with a way of appealing decisions made by the review panels, and is critical to maintaining confidence in the accuracy and integrity of the assessment rolls. 
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— $69.2 million in 2008. In addition, BC 
Assessment received investment income of 
$775,000 and $5.3 million in revenue from a 
variety of sources, including payments in lieu 
of taxes and the sale of a variety of information 
products and services. The latter includes 
provision of bulk electronic assessment rolls, 
sales data and residential inventory data, 
custom reports and professional consulting 
services, and enhanced service through 
strategic partnerships with BC OnLine and data 
agents in the private sector. On a contract 
basis, BC Assessment also provides assessment 
services to 55 First Nations in B.C. that have 
taxation authority. Revenue from all these 
non-tax levy sources limits increases to the levy 
for property owners. 


There was an average increase of 2.7 per cent 
in the levy rates across all property classes in 
2008 and will be an average 3.0 per cent rate 
increase across all of the property classes in 
2009. The levy rate increases for 2008 and 
2009 were the first rate increases in 10 years for 
BC Assessment. 


As a 2009 strategic priority, BC Assessment 
aims to limit increases in property tax levies 
to fund our operations by looking to new 
opportunities to leverage our expertise 

and data by furthering the development 

of partnerships and by realizing greater 
efficiencies through business improvements 
and greater use of technology. 
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Role and Membership of the 
Board of Directors 


BC Assessment is governed by a Board made 
up of Directors appointed by the Lieutenant 
Governor in Council. The Board is supported 
by five committees and the Executive 
Management Team (see Figure 6). 


The implementation of the Assessment Statutes 
Amendment Act, [SBC 2007], c.13 (now 
included in the Assessment Authority Act, 
[RSBC 1996], c. 21) established a new corporate 
governance structure that made the Board of 
Directors fully accountable for setting corporate 
direction, including appointing the President 
and CEO, setting policy and monitoring 
performance. 


BC Assessment's governance structure is 
defined in legislation applicable to all Crown 
corporations as well as in the Assessment 
Authority Act, [RSBC 1996], c.20) and the 
Assessment Act, [RSBC 1996], c. 21. The 
governance structure is further defined in the 
Shareholder's Letter of Expectations between 


We Are Governed 


the Minister of Community Development who 
is the Minister responsible for BC Assessment 
and acts as a representative of the Shareholder 
(the provincial government of B.C.) and the 
Chair of the Board of Directors, acting as a 
representative of BC Assessment. This letter 
establishes a common understanding between 
the Shareholder and the Board of Directors 

on responsibilities, accountabilities, key 
governance issues, core services, public policy 
issues, strategic priorities, and performance 
expectations. The 2008 Shareholder’s Letter of 
Expectations sets out a range of performance 
expectations and our progress in relation to 
them is reported annually. 


For more information about our Board of 
Directors: www.bcassessment.bc.ca/about/ 
board.asp 


For more information about our Executive 
team: www.bcassessment.bc.ca/about/ 
executive.asp 


BC Assessment's report on performance in 
relation to the 2008 Shareholder’s Letter of 
Expectations, can be found at: 
www.bcassessment.bc.ca/publications/ 
reports/index.asp 


Governance Principles 


The Board of Directors has adopted the 
guiding principles included in the provincial 
government's Best Practice Guidelines: 

B.C. Governance and Disclosure Guidelines 
for Governing Boards of Public Sector 
Organizations. BC Assessment’s governance 
practices comply with these guidelines and can 
be found at www.bcassessment.ca/pdf/about/ 
Board_Governance.pdf. 
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Report of the Auditor General 
of British Columbia 


To the Board of Directors of the British Columbia Assessment Authority, and 
To the Minister of Community Development: 


I have been engaged to report whether The 2008 Annual Service Plan Report (the annual report) of the British Columbia Assessment Authority (the 
Authority) for the year ended December 31, 2008, fulfills the requirements of the BC Reporting Principles. The eight BC Reporting Principles outline the 
characteristics of good performance reporting, and were endorsed by the Legislative Assembly’s Select Standing Committee on Public Accounts for use 
by public sector organizations in British Columbia. The principles are detailed in the body of this report. This annual report is the responsibility of the 
Authority. My responsibility is to assess whether this annual report has met the requirements of the BC Reporting Principles. 


I conducted my examination in accordance with Canadian standards for assurance engagements and accordingly included such tests and procedures as I 
considered necessary in the circumstances. The conclusion in my report is based on procedures that I determined to be necessary for the collection of 
sufficient, appropriate evidence in order to obtain a high, though not absolute, level of assurance as to the Authority’s achievement of the requirements of 
the BC Reporting Principles. 


Readers are cautioned that, as a transitional approach to providing assurance, | did not test the reliability of the performance information (principle 7) in 
the annual report, except for that contained in the Authority's 2008 financial statements set out on pages 53 to 69. Consequently, I do not offer assurance 
on the reliability of the information reported except for that presented in the Authority’s 2008 financial statements, for which I provide a separate audit 
opinion. 


As called for by the BC Reporting Principles, the annual report contains a number of representations from management concerning the appropriateness of 
the goals, objectives, and targets established by the Authority, explanations of the adequacy of planned and actual performance, and expectations for the 
future. Such representations are the opinions of management and inherently cannot be subject to independent verification. As discussed above, I did not 
test the reliability of the performance information in the annual report. Therefore, my examination was limited to ensuring the report contains those 
representations called for by the BC Reporting Principles and that they are consistent with both unaudited performance information and audited financial 
statements. 


In my opinion, except for the effect of adjustments, if any, which I might have determined to be necessary had I performed a more extensive audit of 
reliability as referred to in the third paragraph above, this annual report fulfills the requirements of the BC Reporting Principles, in all significant respects. 
The following appendix contains details supporting my conclusions for each of the BC Reporting Principles, and is an integral part of my opinion. 


chs ee exbe S 
Victoria, British Columbia John Doyle, MBA, CA 
May 21, 2009 Auditor General 
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Taking Action — Maintaining Trust and Fairness 


The Property Assessment Notice that is issued 
by BC Assessment is based on the market 
value, property classification and applicable 
exemptions on July 1 of each year. On 
December 31 of each year, BC Assessment 
sends out a Property Assessment Notice to 
each property owner. The accuracy and timely 
production of these notices and the roll is 
essential so that taxing authorities can base tax 
rates on accurate and complete information. 


In the 2007 annual report, we reported that the 
Conference Board of Canada expected strong 
economic growth of three per cent in 2008. 
The rapid growth in property values over the 
last several years stalled, and property values 
began to fall in the last half of 2008. These 
events unfolded quickly and their impacts have 
been felt by many. Since the 2009 property 
assessment was based on the value of the 
property as of July 2008, there was concern the 
roll would be based on property values that 
were significantly out of step with the market. 


In response, the B.C. government passed the 
Economic Incentive and Stabilization Statutes 
Amendment Act, 2008, [SBC 2008], c. 44 to 
provide stability for property owners concerned 
about property values. This Act (referred to as 
Bill 45) required the 2009 assessment to reflect 
the value of a property as of either July 1, 2007 
or July 1, 2008, whichever date provided a 
lower value. This legislation applied to the 
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2009 roll year only and it is the first time in 

the history of BC Assessment that a roll has 
been modified on this scale. It required the 
production of two rolls, and an analysis of them 
to produce the Bill 45 directed roll. 


The production of two rolls and the selection 
of the lower value for the 2009 roll is 
unprecedented, and would not have been 
possible without the dedication of staff; recent 
innovations in information collection, storage 
and analysis; and the high-quality information 
collected through the production of the 2009 
and the 2008 rolls. In four weeks — the same 
time period required to produce the annual 
assessment roll under normal circumstances — 
BC Assessment produced two rolls, analyzed 
them to produce the Bill 45 directed roll, and 
sent out notices to the 1.92 million property 
owners identified for the 1.85 million properties 
comprising the roll. 


The e-valueBC system, implemented in 2005, 
provided the flexibility needed to work with 
the assessment information. The previous 
operating system, used for almost 30 years, 
would not have supported this work. Our staff 
and partners worked together to reconfigure 
our normal practices to run two rolls at once 
and select the lower value. 


in a Time of Change 


This underscored the need for ongoing 
investment in our people, new technologies 
and processes, and to maintain dialogue with 
customers to help us adapt quickly to their 
changing needs and maintain our position as 
the preferred and trusted choice in property 
assessment solutions. We not only met the 
demands of Bill 45, we also saw customer 
satisfaction increase and appeal rates drop, we 
maintained roll quality and we met our costs- 
per-property targets. 


The fact that BC Assessment creates a roll 
annually, unlike many other jurisdictions in 
Canada, ensures that our staff can identify 
and act in a timely way on market change 
and provide assessments that are accurate, 
predictable and fair. 


FIGURE 7: Number of Public Complaints to a 
Property Assessment Review Panel 
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36,761 


28,966 
30,000 27,209 


20,000 19,260 
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Benchmarking, a key part of our performance 
management program, provides comparisons 
from other jurisdictions that give BC 
Assessment confidence that the property 
assessment process in this province provides 
high-quality, uniform assessments for property 
owners and taxpayers. Setting targets and 
benchmarks is an evolutionary process, and 
progress in this area is detailed on page 43. 


Data Source Reliability 
and Limitations 


Professional appraisal staff collect much of 

the information used in our performance 
measures through a variety of methods such 

as property inspections. We also rely ona 
range of other sources including municipalities, 
regional districts, real estate boards, the Land 
Title and Survey Authority of British Columbia, 
and individual property owners. In some 
cases, the measures adopted are international 
standards. BC Assessment has consistently 
conducted regular and extensive surveys each 
year with our customer groups, and relies on 
third-party, commercial survey companies that 
work to established professional standards. To 
improve comparability and the quality of our 
performance measures, we undertake periodic 
reviews. In 2009, we will be implementing a 
number of projects as part of our annual Audit 
Plan to improve the effectiveness of internal 
management controls. A priority-project in 2009 
will be the continuation of a two-year project to 
analyze our performance in undertaking sales 
editing and sales reassessment practices as 


We Value BC 


part of the development of the assessment roll. 
The objective of the project will be to provide 
assurances that all sales adjustments to arrive 
at assessed market values for the roll can be 
verified. Data source reliability and limitations 
are discussed in more detail in Appendix A. 


BC Assessment is guided by the eight 

B.C. Reporting Principles endorsed by the 
Legislative Assembly's Select Standing 
Committee on Public Accounts that outline the 
characteristics of good performance reporting 
by public sector organizations. For more 
information: http://www.|lbc.leg.boc.ca/public/ 
PubDocs/bcdocs/368657/Reporting_Principles_ 
Nov2003.pdf. 
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We Value BC 


FIGURE 9: 2008-2010 Summary of Performance Measures, Targets and Results 


| 
2006 2007 | 2008 2008 2009 2010 2011 
PERFORM CE ee URES ACTUAL ACTUAL |) TARGET ACTUAL TARGET TARGET TARGET 
Employee engagement survey n/a n/a n/a 


83.5% +/- 


82.0% 82.0% 


284% 


Residential/Non-Residential Survey 86.0% 


2.0% 


Local Government/ 


0 fe) fe) _5O * * fe) 
Po ioks Suey 95.0% 95.0% 95% +/-5% n/a We 595% 
Provincial Government Survey 97.0% 95.0% 95% +/-5% n/a* n/a* 295% 
Percentage of Assessments 97.8% 97.9% 98% 98.4% >98% >98% >98% 
Accepted Without Appeal ; > 7 i. 
Assessment to Sales Ratio (ASR) — 96.5% 96.8% >97% 96.8% 97-100% 97-100% 97-100% 
Residential 


Assessment to Sales Ratio (ASR) — 


eur. ta 95.0% 94.2% >95% 94.2% 95-100% 95-100% 95-100% 
Non-Residential 
Coefficient of Dispersion (COD) - 7.4% 7.0% <10% 7.5% <10% <10% <10% 
Urban 
ee of Dispersion (COD) - 10.9% 9.8% nee 10.9% <15% <15% <15% 


Roll Stability <0.36 of 1% | <0.38 of 1% | <0.40 of 1% | 0.29 of 1% | <0.37 of 1% | <0.37 of 1% | <0.37 of 1% 
Cost Per Property $35.27 $37.32 $39.00 $36.96 $39.41 $40.75 $42.14 
ee a | 


Note: The Performance Measures above include the five measures in the 2008-2010 Service Plan and supplemental performance measures adopted in the 2009-2011 Service Plan. The additional 


2009 include PM 1, PM 6 and PM 7. A ninth performance measure to respond to government’s climate action objectives will be developed in 2009. In relation to employee engagement (PM1 
2007 and the target for 2008 cannot be provided since a new survey methodology was adopted in 2008. Details regarding changes made to the performance measures and targets for the 2008-2010 Service Pla 
explained in Appendix B. 


measures and associate 


al achiever 


*BC Assessment'’s local government, provincial government, and First Nations customers have requested that they be surveyed biennially to avoid survey fatigue and the independent market research firm advising BC Assessment 
supports this recommendation. Consequently, BC Assessment will not undertake a survey for local government, provincial government and First Nations in 2008 or 2010 but will undertake the survey of 
2009 and 2011. 


Sé 


‘yngyoedsey pue WOojiup ‘a|qissadDy ‘ajqelay 


"JUSWSAOICUU! JO} WOO S} 194} ING ‘ALIANONpod 
W18}1-BuUO} JNO O} [ed!VD Sue JeYY Seale Ul 
suj6ueljs MoYs pue sHulpul aaiqisod |je sue 
esay| jUeWdojaAep pue Huluses} pazejes-y10M 
suioddns luaussassy Dg }e4} 8ei6e JUS Jad Q9 
pue op Aay} 440M 8u} fo Pnoid aie siaenb 
-3814] JSOW)Y “POO ae SsidyxJOM-OD YIM 
sdiysuolje|as Buriom jeu} jee} seahojduus 10 
}Ua9 Jed Qg pue Buoys s! yoMUWes] “SAI}eEAOUU! 
2q 0} pebeinooua aie Aau} jee} seaho|dwe 

SAlf JO INO INO} pue (SIBALIP JUSWeHeuew 
jeAa|-AuosiAiedns pue JususeModwe) 

sesse0id Bulyew-uoisi9ep jo aAuoddns 

318M Seaho|dwa dA} JO JNO JNoOY ‘y{Hueus 
91210d109 Jo seaie pajeanei Aavins aul 


“s0UeWIOLEd JO} sjeGie} ainjny dojaaap 0} djey 
JIM asauy} pue ‘SyieWWYdUSQ Se SAJAS UeD }eU} 
‘)'g ul seinuebe J0W~s J1|Gnd Jeujo BulAyUEp! 
oq ||IM JUSLUSSESSYY DG “USWUOIIAUS >JOM 9U} 
jo suoijdaoied sahojdwa uo pasegq si YdIUM 
‘9109S S}ISOdWOD e $s! }} }00} Aanuns jo adh} 
siy} asn ysuly Ady} U@YyM SuUO!jeziUeHio Auew 

Aq paulejgo SaJoos 8U} O} Je}ILUIS SI QOL 4O 

INO 6G JO G109s JUsWaHebus Bulyjnseu ouy 


‘AOAINS BU} O} Papuodseal (68s }O INO 91S) 
saahojdua jo Juad Jad gg jo je101 VW (SSM) 
AAAINS JUBWUOIIAUF YJOAA JUBWUULIBACH *D°g Ou} 
Buisn gogz ul Aavins juawabebus aahojdwa 

S}I JONPUOD oO} Ayed ply} JUsPUedapuI Ue se 

JOP 0} SODIAIDS UAdZITID PUe INOge7 JO ArSIUIIA\ 
dU} JO $1L1S Dg YUM pejoesjUOD JUSLUSSESSYY Dg 


s}ybyybipy esuewso0jiag 


COOC Deo leiiGeise 2c 

JIM syseuuysuaeg pue ‘sasodind uosuedwod JO} 
DaUIWeXa aq ||IM BDUIAOIG auy U! SUO!}EZIUeBIO 
JOJDOS DIJGNY “UOIJEWAOJU! S14} UO Paseg a1eM 
sieaX 8814} 1XOU BU} JO} SjeGse} Pue JUSLUSSESsS\/ 
Dg 40} euljaseq e se savas aJ0Ds jusWebebus 
800Z eYL “@2UIAOIY OU} UI SUOIEZIUeBIO 10}9ES 
a1Qnd 4JayJO 0} edUeWJOJEd ino aiedwos 

UeD OM ‘AUU!} JSJIJ BY} 1O4 “]USLUSSESSYY Dg 

ul juawWaBebue aahojdua jo sjana] jnoge 
UOIJEWOJU! 18}3Eq SAIH 0} PeuUBisap Ss! joo} 
Aanins Mau SIy| ‘Dg $O BDUIAOIJg By} AG pasn 
{00} Aanins sakojdwa ay} paydope am ‘gQQz u| 


$}261e} Buiq3as 


SURI SSINOS LLOC-6007 2NO4 pepni>ul 
pue uo payiodai Ajaijqnd aq 0} ainseaw 
aoueWoLed a1Bayesjs e se JUsUIaHeBUS 

eehko|duie paydope pieog au} 'gQQz u| 


“JOMWUed} 
pue diysiapes) ‘seoioeid Buuly ‘UawWUOIIAUS 
JOM Sui se YDNS SsIsAUIP Ady UO Hulop aie aM 
Jam MOY Mos osje Adu} ‘s! JUsUUaHeBuUs Jo 
|9A9| 1NO JeUM Sn |\a3 AjUO JOU s}jNseJ AeAUNsS 
PUL “LOOZ edulis sAavins aahojdwa YyBnoiyy 
Ajjeusazul uoloejsizes aaAojdwa Buinseow 
uaeq sey jUaLUSSESSY/ DG “OP 9M }eUM UI! 
SDUSpIJUOD Puke JsNj} ‘UOHDe\si}eS JOLUOYSND 
fO S|@Aa| JO@YGIY 02 a3NQUUUOD seaho|dwe 
peBebuy 40M 0} aWOd 0} JUeM ajdoaed 
aJOYM eoe|d e sajzeasd PUe JUSWYILULUOD 

pue uolejsizes seoueyua Jey} ade}dyJOM 

© JO, UO!JEPUNO} aU} S! ji — SUOHZeEZIUeBIO 

je 10, JUeLOdUI Ss! JUBUIaBeBUA aaXojdWy 


eaoueywoduy| 


KAAING JUBWUOIIAUZ HON ’BOOZ Jequiajdas ’s1e1S Dg :a2uNOS e1eq ‘sasodund uosiWedWwod JO} anjen pari) JO syjnses pue syabse} snoinasd Burjyew gQgz ul Pebueys ABojopoyjow 
Aasuns 2} 2sne23q pailsi| 10U Be g0gz JO} 1aBse} ayi pue /E90Z/900Z 40} sjenoy “g xIpuadd\y ul payieyap ae sjabie) payeiosse pue saunseaw ‘sje0b ui seBueyd 9y} uO s/le}aq “Ue/q BIIAIAS | |OZ-600Z OY} OU! pappe ainseaw mau e SI | ld ‘810N 


LADYNVL LADYVL LADYVL 
LLOZ OLO0Z 6002 


WALIV 
8002 8002 £002 9002 


LADYVL IWALIV WALIV 


syinsei Aevins 
—juawebebue sakojdwy tL INd 


LNAWSASVONSA ASAOTdWSA - b AYUNSVAW ADNVANYOAYSAd 


AYNLIND GNV 3AldOdd 


SL 1WOD 2 


26 


Employee Engagement 


Customer Satisfaction 
; | 


Confidence and Trust 


Engaged employees contribute to higher levels of customer satisfaction and confidence in what we do. 


Areas for improvement include the need to 
better manage staff workloads and stress, and 
to provide more meaningful staff recognition. 
Improvement strategies are being incorporated 
in the Corporate Engagement Action Plan, 
which is a priority in 2009. 


BC Assessment continues to face a number of 
strategic risks in relation to its people which are 
detailed in the section Strategic Risks, on page 
44. Some of these risks include: 


e Succession/Knowledge Transfer: 
We depend on a range of speciality 
knowledge-based positions to carry the bulk 
of our program, and have limited back-up 
ability in place to carry the program in the 
event of retirement, job transfer, medical 
emergency, extended vacation etc. 


e Attraction and Retention of Qualified Staff: 
There has been significant turnover of 
knowledgeable staff in the organization due 
to retirements as well as departures of people 
to other places of employment. 


The average age of permanent employees is 
44 years and their average length of service is 
12 years, which are both unchanged from 2007. 


We Value BC 


In 2008, 19.9 per cent of our staff had less than 
two years’ service with BC Assessment. This 
can be contrasted with the situation in 2003 
where only 2.9 per cent of our staff had less 
than two years’ service. As a consequence, 
there is a pressing need to focus on training, 
staff development and engagement. 


Major Programs and Strategies 


Employee engagement is the top strategic 
priority in the 2009-2011 Service Plan. 

Our goal is to continuously improve our 
workplace in order to make BC Assessment 
an even better place to work, and to ensure 
we are an organization whose high levels of 
performance meet our customers’ needs. 
Employee learning and development is a 
significant component of our strategy to 
attract and retain a customer-focused and 
highly skilled workforce. As an example of this 
commitment to employee development, the 
BC Assessment Learning Centre increased 
the number of learners and training sessions 
in 2008 with 2,129 learners participating in 
1,761 corporate days of training compared to 


1,256 learners and 1,615 training days in 2007. 


Topic areas in the corporate training program 
include leadership development, appraisal 
training and enhanced computer skills. 


Looking Ahead 


At year end, development of the 2009 
Corporate Employee Engagement Action 

Plan was underway, and initiatives to support 
implementation of the plan at the corporate 
and local levels were in progress. The plan 
supports a strong management and leadership 
foundation to facilitate employee engagement; 
reinforces and builds support for the vision, 
mission and business mode underlying BC 
Assessment; and continues to develop and 
promote training and professional development 
opportunities. 


A major priority for next year will be the 
renewal of the collective agreement with our 
unionized staff, which expires December 31, 
2009. Another area of focus for 2009 will be 
to continue the development and delivery of 
human resources training modules to ensure 
ongoing management development in this 
area. 


3 Research has linked employee engagement to customer satisfaction which, in turn, is a key driver of trust and confidence in the public sector. Research commissioned by BC Stats found a correlation between employee engagement 
and customer satisfaction. Organizations with higher levels of employee engagement typically see higher levels of customer satisfaction with their services and products. (BC Stats, June 2008, Public Sector Service Value Chain: 
Linking Employee Engagement and Customer Satisfaction.) 
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to reflect the Board's desire for a more precise 
and higher customer satisfaction measure for 

this group. More detail on the changes to the 
targets is noted in Appendix B. 


Performance Highlights 


Customer surveys were conducted with two 

key customer groups in 2008. A total of 959 
residential and 893 non-residential property 

owners (businesses) were surveyed between 
April and May, 2008. 


Overall, the survey results strongly indicate 
that the vast majority of clients were satisfied 
with the service that they received. The overall 
satisfaction rate of 82 per cent indicates that 
the 2008 target of 83.5 per cent (+/-2.0 %) 
satisfaction for property owners who had direct 
contact with BC Assessment was achieved. 


Within the average satisfaction rate, residential 
property owners had an overall satisfaction rate 
of 81 per cent, an increase over 2007 results of 
80 per cent. Non-residential property owners 
expressed an overall satisfaction rate of 89 per 
cent, up from 84 per cent in 2007. 


The significant improvement in satisfaction 
rates for business owners reflects increased 
efforts to consult with this customer group, 
increased provision of information to industry 
customers to alert them at an early stage of 
any significant changes in market values, and 
a broader commitment to ensure that they 
understand the information provided. 


In 2009, we will be considering modifications as 
part of our performance management program 


We Value BC 


to enable a yearly measurement of satisfaction 
with our services from the local government 
and First Nations customer groups. 


BC Assessment faced a variety of risks and 
challenges that impacted the organization's 
ability to meet the increased customer 
satisfaction targets. 


e Staff turnover and the time required to fully 
train and develop staff pose a challenge. 
Despite the significant turnover of staff in the 
past few years, we have seen an increase in 
the percentage of customers who agreed that 
staff are knowledgeable (from 84 per cent in 
2007 to 87 per cent in 2008). 


e Customer awareness of assessment processes 
and how these are used by taxing authorities 
is still relatively low as reported through our 
annual customer survey program, and this 
may have an impact on overall service quality 
perceptions. 


e Our customers have told us in recent 
customer segmentation focus group sessions 
that accessing knowledgeable staff in a timely 
way is one of their fundamental requirements. 
Ongoing and focused efforts, such as our 
recent investment in a new telephone system, 
are helping to ensure the user-friendliness 
and accessibility of our services. 


e Ensuring the accuracy of mailing addresses 
was identified as an issue by the Taxing 
Jurisdiction Advisory Committee, 
representing our local government customers 
who rely on this information to send out 
tax notices and other municipal information 


such as utility use invoices. In response 

to this challenge, we have undertaken a 
number of data improvement projects aimed 
at enhancing our own business processes 
and we are working with the Land Title and 
Survey Authority to improve this data before 
it is inputted into our valueBC system. 


Major Programs and Strategies 


Customer Service: Customer service excellence 
training is a corporate priority, and staff training 
initiatives include a focus on promoting 
“accessible” customer service for property 
owners through enhanced website features on 
www.bcassessment.ca. 


Accessible Services: BC Assessment takes pride 
in being accessible to its customers. Property 
owners can reach staff in a number of ways, 
including telephone (toll-free where applicable), 
email, or in person at 18 area offices located 
throughout the province. Additionally, BC 
Assessment's website contains comprehensive 
plain-language information regarding the 
assessment process and the assessment 

roll. In 2008, BC Assessment took steps to 
implement a new telephone system that makes 
it easier to reach staff. BC Assessment offers 

a variety of products and services, including 
Assessment LinkBC (enabling local government 
customers to search and create unique reports 
using property assessment data provided 

free of charge) and the Local Government 
Enhanced Information Service Delivery 
Initiative (improving the flow of data between 
taxing jurisdictions and BC Assessment). For 
more information on customer services and 
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SemmceyNeene RELATIONSHIPS 


PM.3: Percentage of provincial 
government customers who had 
direct contact with the corporation 
and provided a positive rating on 
10 service indicators related to the 
quality of customer service they 


received from the corporation 


*Data source: Venture Market Research Ltd., May 2007. 


ACTUAL 


PERFORMANCE MEASURE 3 — QUALITY OF SERVICE —- PROVINCIAL GOVERNMENT 


2007 
ACTUAL 


2008 
TARGET 


2006 


2008. 
ACTUAL 


a a EEE . 


2009 
TARGET 


2010 
TARGET 


2011 
TARGET 


*BC Assessment’s provincial government customers have requested that they be surveyed biennially to avoid survey fatigue. The independent market research firm advising BC Assessment supports this recommendation to shift to a two-year cycle for 
surveying BC Assessments provincial government customers. Consequently, BC Assessment will not undertake a survey for the provincial government in 2008 or 2010 but will undertake the survey of this customer groups in 2009 and 2011. 


Importance 


The provincial government is BC Assessment's 
sole Shareholder and depends on our products 
and services to meet a range of needs. As part 
of this unique business relationship, we are 
required to implement government assessment 
policy and strategic direction, and provide 
proactive assessment solutions that support 
government objectives. Monitoring the quality 
of our service enables us to identify where we 
are doing well, where we need to improve our 
performance and strengthen this relationship. 


we Value BC 


Setting targets 


Beginning in 2006, BC Assessment 
independently surveyed provincial government 
customers annually about their satisfaction with 
available products and services. Customer 
feedback is reviewed annually, and areas where 
improvements can be made are identified. 
Targets are based on past performance, 

an assessment of customer needs, and key 
improvement strategies to be undertaken. 
Targets have typically been set high to focus BC 
Assessment and its staff on customer service. 


BC Assessment conducts customer surveys with 
five key client groups using an independent 
market research firm. The qualifications and 
experience of the selected firm are evaluated 
through a Request for Proposal and BC 
Assessment is confident that the services 
received are reliable. The survey results were 
found to be reasonable when compared to 
historical trends and current market movement. 
Customer survey results are released publicly 
and can be viewed at: 
www.bcassessment.bc.ca/news/index.asp. 


The target in the 2008 Service Plan for the 
provincial government had been set at 95 per 
cent (+/- 5 per cent). This target is now set at 
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PRODUCTS AND SERVICES 


PERFORMANCE MEASURE 4 —- PERCENTAGE OF ASSESSMENTS ACCEPTED WITHOUT APPEAL 


2006 ACTUAL | 2007 ACTUAL | 2008 TARGET | 2008 ACTUAL | 2009 TARGET | 2010 TARGET | 2011 TARGET 
(2007 (2008 (2009 (2009 : (2010 (2010 (2011 
ASSESSMENT | ASSESSMENT | ASSESSMENT | ASSESSMENT | ASSESSMENT | ASSESSMENT | ASSESSMENT 
ROLL) ROLL) 


ROLL) ROLL) 
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PM.4: Percentage of assessments 


accepted without appeal 


Data Source: BC Assessment Quality Assurance Dept., Roll Statistics. 


Importance 


BC Assessment interprets high acceptance 

of assessments by residential and non- 
residential property owners as a validation 

of the quality, accuracy and acceptance our 
work. Our internal corporate performance 
measure program further analyzes property 
appeal rates by property class. Property owners 
who do not agree with the estimate of their 
property's market value, exemption status, or 
who believe that their property was improperly 
classified, can challenge the assessment. BC 
Assessment will attempt to address property 
owner concerns by working with them to ensure 
they understand how their property assessment 
was determined and provide any additional 
information needed. If a change or correction 

is warranted, BC Assessment will recommend 
changes to a local Property Assessment Review 
Panel (PARP) - a three-member independent 


We Value BC 


ROLL) ROLL) ROLL) 


98.4% 


97.8% 91.9% 


298.0% 298.0% 298.0% 


Target met 


panel. If the property owners still disagree 

with the assessment, they can request an 
independent review by a PARP. For this reason, 
an important measure of public acceptance 

of the annual assessment roll is the number of 


complaints (appeals) to (PARPs). BC Assessment 
tracks annual statistics to determine the number 
of residential and non-residential property 
owners who apply in writing or online for an 
independent review of their assessment by a 
PARP (refer to page 20 for more information on 
appeal rates over time). The range of options 
available to property owners is outlined on page 
15. Property Assessment Appeal Board (PAAB) 
appeal rates are not included in this measure 

as these hearings can take a number of years to 
resolve and may skew the results for the annual 
performance measure program. 


Setting targets 


Targets were chosen based on historical 
trends. For residential property owners, formal 
complaints (appeals) each year are usually 
submitted by less than two per cent of all 
residential owners. For non-residential property 
owners, this number is usually less than five per 
cent. Consistent, high results for this measure 
indicate that assessed values are accepted by 
property owners without recourse to appeal, 
and attests to the quality of the assessment 
roll. Based on internal analysis, 98 per cent 
represents a good balance between efficiency 
and accuracy in the assessment process 

under normal circumstances. Data quality is 
maintained through internal controls, including 
a review and audit of the complaint data and 
comparison to historical trends and current 
market movement to ensure its accuracy. 
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e Transparent/Open Complaint Process: 
We provide online and other information 
materials to promote public awareness of the 
complaint process. 


Looking Ahead 


Promoting public awareness of the assessment 
and complaint/appeal process and improving 
transparency and access to the information 
upon which assessments were based will enable 
the BC Assessment to maintain low rates of 
complaints. This requires the adoption of new 
technologies and improving both the access 
and convenience of information that is available 
for our customers. Projects that improve access 
and convenience include the investment in 

a new telephone system and a complete 
revamping of our website services. As we 
move forward, there is also a need to improve 
the current range of programs and services to 
ensure continued improvements in the quality 
and accuracy of our products and assessment 
services. 
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assessment roll, however, created challenges. 

It considered both 2007 and 2008 market 
values, and the lower of the two was the basis 
for the 2009 assessment. This approach was 
not considered when the target was initially 
set. The methods used to develop the ASR and 
Coefficient of Dispersion (COD) were different 
for the Bill 45 2009 roll than in previous years. 
However, BC Assessment feels that the results 
from the 2009 roll can be reasonably compared 
to performance in previous years as noted 
under the assessment roll quality section in 
Appendix A. 


Major Programs and Strategies 


Key corporate strategies include measuring 
and ensuring the uniformity and quality in the 
assessment rolls, and developing best practices 
and business rules to ensure uniformity and 
efficiency. BC Assessment has an internal 
Quality Assurance Program that regularly 
reviews the quality and accuracy of assessment 
information. Each year, an annual Roll Quality 
Report is produced that compares each roll 
quality measure to international standards. 
The report is reviewed by staff, the Executive 
Management Team and the Board of Directors 
to determine if there are opportunities to 
improve data quality. The internal audit 
program continues to undertake audits in high- 
priority areas, and to provide further assurance 
that the organization has established sufficient 
processes and controls to consistently produce 
a high-quality assessment roll. As an example 
of our commitment to a verifiable uniform 


We Value BC 


assessment roll, we are in year two of a two- 
year audit project to analyze our performance 
in undertaking sales editing and potentially 
inappropriate sales reassessment practices as 
part of the development of the assessment 
roll. For the 2008 roll year, there were a total 

of 57,127 sales as registered with the Land 
Titles and Survey Authority. BC Assessment, 
through its province-wide business rules 
program, excluded 19,964 of these transactions 
because they did not meet the standard for 
inclusion in the valuation process. The 2009 
audit project analyzing the sales editing and 
sales reassessment practices will review the 
rationale and documentation of the sales 
excluded from the valuation process. Sales are 
the basis of the assessment roll, and this area 
needs to be well executed and documented to 
provide auditable assurance of integrity in the 
performance measures such as ASRs and CODs 
that support roll quality. 


Looking Ahead 


High-quality assessments remain the foundation 
of BC Assessment's mandate. BC Assessment 
will continue to promote uniformity and quality 
in the assessment rolls through the common 
application of statutes, policies, business rules 
and best practices throughout the province. 
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Performance Highlights 


BC Assessment achieved a COD of 7.5 per cent 
which is substantially below the 2008 (2009 roll) 
target of less than 10 per cent. This achievement 
is significant given the unpredictability of the 

real estate market and continued growth in new 
construction and properties in 2008. As noted 

in the discussion of the Assessment to Sales 
Ratio, the approach taken to create the 2009 
assessment roll was unique. BC Assessment feels 
that the 2009 roll results compare favourably 

to performance in previous roll years. The 
comparisons between the roll years are noted in 
Appendix A. The achievement of the COD target 
for the 2009 roll year indicates that the methods 
employed in developing this roll in response to 
Bill 45 delivered a fair and equitable assessment 
for property owners in B.C. This success 
contributed to the significantly reduced appeal 
rates for the 2009 Roll. 


Major Programs and Strategies 


BC Assessment has an internal Quality 
Assurance Program that regularly reviews the 


quality and accuracy of assessment information. 


Each year, an annual Roll Quality Report is 
produced that compares each roll quality 
measure to international standards. Internal 
Audit continues to implement audits in high- 
priority areas, and to provide further assurance 
that the organization has established sufficient 
processes and controls to consistently produce 
a high-quality assessment roll. The audit- 
related projects identified in the discussion 

of programs and strategies supporting the 


we Value BC 


Assessment to Sales Ratio targets are equally 
relevant to achieving COD targets. 


Looking Ahead 


High-quality assessments remain the foundation 
of what BC Assessment does. BC Assessment 
will continue to promote uniformity and quality 
in the assessment rolls through the common 
application of statutes, policies, business rules 
and best practices throughout the province. In 
addition, continued development of the quality 
assurance and internal audit programs will 
further enhance roll quality. 
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consider past performance and new business 
processes and quality improvements underway 
annually when they set targets for future years. 


Performance Highlights 


BC Assessment exceeded the 2008 target (2007 
roll) of less than or equal to 0.40 of 1 per cent 
with refunds amounting to 0.29 of 1 per cent 

of general purpose tax revenues. The results 

for the 2007 assessment roll are a significant 
achievement given the market volatility and 
continued growth in new properties and 
construction during that year. Targets are 
reviewed annually, but the prescribed three-year 
targets represent the historical roll stability levels. 


Major Programs and Strategies 


The programs and strategies that contribute 

to roll stability encompass the assessment 
process, data collection, the management 

of information and even the distribution of 
information. Each year, a range of projects are 
undertaken to improve the overall quality of the 
roll which, in turn, contributes to roll stability. 
Improvement projects are also undertaken each 
year for specific customer segments. In 2007, 
the focus was on residential properties where 
manuals used for assessing properties across 
the province were updated. In 2008, tourism 
sector properties were the focus, and methods 
for assessing these properties were enhanced 
by making greater use of spatial data and on- 
site inspections to enable more accurate data 
collection and assessment. 


We Value Bc 


Key areas of risk managed through specific 
programs and initiatives include: 


e Enterprise-wide Quality Assurance Plan: 
There is a need to define quality for a broader 
range of business processes in the context of 
the organization's overall enterprise structure. 
The Quality Assurance Program has been 
in place since 2003 and continues to be a 
critical part of ensuring confidence and trust 
in the data and processes that are used to 
create the roll. 


e Key Performance Indicators for Quality 
Assurance Program: BC Assessment property 
data needs to be structured to facilitate self- 
service for Key Performance Indicators and to 
provide value-added services through a basic 
tool kit. Processes such as the production 
of the annual assessment roll are being 
automated and data accessibility is being 
enhanced through the development of a 
data warehouse. Audits within the quality 
assurance and internal audit programs are 
used to ensure sound business processes and 
a high level of data quality. 


Looking Ahead 


BC Assessment will continue to strengthen its 
working relationships with taxing authorities 
through the Taxing Jurisdiction Advisory 
Committee (which represents our local 
government customers) to ensure prompt 
identification and action on issues that affect 
roll stability. Continued development of the 
quality assurance and internal audit programs 
will further enhance roll quality. 
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a community the size of Chilliwack, Prince 
George or Nanaimo to the assessment base 
annually. The property value per employee 
has also increased markedly, from just under 
$600 million per employee in 2000, to almost 
$1.4 billion in 2008. These figures are an 
indicator of the significant increases in work 
volume with fewer staff resources. Overall, 
business processes and supporting systems 
have improved, and allowed BC Assessment to 
manage this growing portfolio with a smaller 
staff complement. 


Major Programs and Strategies 


BC Assessment is committed to its goal of 
fiscal responsibility. Maintaining the cost 

of assessment services is supported by the 
corporate strategy of developing best practices 
and business rules to ensure uniformity and 
efficiency. Key Initiatives undertaken in 2008 
included: 


e Forms Reduction: Our forms reduction 
initiative is in support of government's 
regulatory reform project. Since September 
2007, we have eliminated 456 regulatory 
documents. This has included a reduction of 
11 policies, 10 templates and 435 forms. 


e Business Rules: All existing business rules 
have been consolidated into one area and 
related documentation assembled by subject 
(i.e. policy, forms and letters) on our internal 
website to improve the accessibility and 


convenience of accessing this information 
by staff. Our 2009 Audit Plan has identified 


we Value BC 


business rules as a project for completion 
this year to strengthen this area as part of 
our internal management controls system. 
This is expected to serve as a foundation to 
support the development of coordinated, BC 
Assessment-wide improvements to business 
processes. 


BC Assessment manages a range of strategic 
risks that affect overall performance in this area 
that are detailed in the section Strategic Risks 
on page 44. Some of these risks are noted 
below. 


e Pronounced changes upward or downward 
in the provincial economy can rapidly and 
inequitably impact real estate values and 
make it more difficult to maintain a stable 
and predictable tax base. British Columbia's 
strong economic growth in recent years Is 
reflected in dynamic and uneven real estate 
market price changes which can lead to 
substantial shifts in property tax burden. The 
doubling of assessed property value per BC 
Assessment employee over the past seven 
years creates additional capacity issues for 
the organization. Increasing transparency 
of property assessment information assists 
property owners in ensuring that their 
assessments are fair and equitable during 
periods of market volatility. 


e Producing the assessment rolls each year by 
the legislated deadlines and within budget 
and human resource limitations presents 
organizational capacity challenges. This 
has intensified in recent years as a result of 


an extremely active real estate market, a 
competitive employment market, and higher 
rates of retirement and staff turnover. The 
current employment market and higher 
rates of retirement could place pressures on 
BC Assessment with respect to its staffing 
capacity. While some needed skill-sets 

are now more readily available due to the 
downturn in the economy, a competitive 
employment market, combined with high 
rates of retirement in BC Assessment, will 
continue to increase the risk of skill gaps in 
some functional areas in the organization. 


Looking Ahead 


BC Assessment is committed to limiting 
increases in the average cost per property 

for assessment services funded from 

property tax levies to no more than the rate 
of inflation. This will continue to challenge 
the organization in the context of volatility 

in the real estate market. In response, BC 
Assessment will maintain the current programs 
aimed at providing efficiencies that include 
working in specialized appraisal teams, 
ensuring consistency of valuation policies, and 
developing best practices and business rules. 
BC Assessment will improve performance by: 


e Making the investments in technology and 
tools to gain efficiencies. 


e Exploring partnership opportunities with 
other organizations (local government, etc) 

- to cost share on key initiatives critical to 
achieving objectives. 


oe L omega —— gd 
Bip gy tw 


ee 
en 


WUSWSINSES|A] SDUCWAO}I9g 0} YDeouddy Bulajoaq pue peouejeg Vv 


| | 


esey| “ssousey pue AyuoyiuN ‘Ayyenb jj04 
O} 832/81 YDIYM ‘UOISISASIP JO JUBIDIYJ909 PUe 
O11 sajes O} JuaLUSSasse dU} S1e SUO!JOIDSIINI 
useMjeq Sainseaw ajqesedwod jsow ay) 


‘soltuedoid 

Bulssasse ul ADualdi1e JNO aseasoul pue "D'g 
ssoioe sjuauussasse 10 AyiWoiUN ay} eBAciduu! 
O} SI SAeI}IU! SI4I JO SANDelgo aU] “|elUapISeL 
Due JUSWASSAUI! |eIDISWWOD |eLWySNpu! ‘sWueY 
se yons sedfy Auedoid sisloads anjea O} 
swes} Duljsip dn jas sey YIyM aarjeliul 
uolqezijeineds eyi sepnjou! Buryewyoueg 
WO, PS}/NSe1 SAey Jeu JUBLUSSASSYY Dg UIYIM 
Sessed0id ul s}JUeWAaAOICUI Jo ajdwexe uy 


OMEWeI} BAI}e/SIH9] INO pue jejs 104 
s8inua}edwod pue ‘sailiunuoddo jUaWdoOjanap 
pue Bululei} Hels ‘shesuns pue adiAjas JOWOISND 

‘sJoJeO!IPul sdueWOLed Kay ‘sanbiuyde} yIpNe 
‘juswdojenap Adijod pue aoijoeid jesieidde ino 
Ul ‘seinjew Weis6oid 8ui se ‘puno} aq Ajjenjuend 
[IM Bupyewysueq wo Bujnsey sjuewenosduui 
ay] “seoljoe1d panoiduu! 0} spea| }eyy 
jUsWSINsealU adUeUOLEd poob dojanap 0} 
Aujige sjuewssessy dg suoddns siseq jenuue 


ue uo Burjeuyouag ‘sseusie} pue Aywopun 
‘Ayjenb |jO1 0} payejai asoyy eq pynom seinseaw 
a|qeseduios jsow au “sjuawasinbas je6e; pue 
sajoAd JUeUUSsesse ‘SaiNjONJ}s |euO!eziIUeBIO 
‘SPd1e BOIMIAS |EUO!DIPSIUN! JUSJEYIP 0} BNP 
SUI} SIU} JE SOINSESW JD9jES MA} e O} PoliLul 

S| SUO!JDIPSIIN! juaWssasse J9U1O JO syjNsaJ 

8} pue s}jnsei sduewWUOped sjuaussessy 

Dg UseMjeq suOCsUedWOD JaIP BuNjey| 


‘suahedxe} pue siaumo Kuadoid JO} sjuauussasse 


wuoyiun ‘Ayyjenb-yBiy sapiaoid aouinoid siuj 
ul sseD01d Juewssesse Ayadoid ay} yeu} 
2QUEP!JUOD JUSLUSSASSYY Dg aAIB suosiuedwos 
esey| “uoljeziue6io jUaLUSsasse jnjssaoons e 
uiduepun yey (E| aunBi4 aes) siojoe} Jo eBueL 
ay} ssojDe UOSIedWOD sajqeus jeu} sounseow 
eoueWOLEd jo jas e dojanap 0} (jelnuIAcud 
pue jedioiunw) suoljo!psiin{ yuauussesse 
ueipeues Jayjo YM uoHeWOJUI BuibueUoxe 
useq SeY UO!}E1OCIOZ au} ‘seat je1anas 104 


SUO!IIPSLNG JUSLUSSESSY 
ueIpeues 49430 0} Hupjzewysueg 


"s}eoB ayesoduoo 


D9|JOJ JEY} SPWUUODINO JOYJO JAPISUOD 0} ssaddNs 
jO sainseawu jeloueuls jeuoiipes PUoheq 
pueixe Aey| “eduewoLed |jeian0 apin6 pue 
424} OF SIOJED!IPU! SNOIBWUNU WO} $10}D9IIG 

JO pueog ino Aq uasoyd useg aney Yoda: 

SI4} Ul P9Ule}UOD sainsea sdueWIOLEd ay] 


Jap|oyusieys pue siapjouaye3s ‘siawuoIsnd 

INO AAAs J8}8q 0} APO Ul edUeWOLed 

INO ayenjers 0} eBneb jnjBuiueow e sayeaid 
JUBUWSINSeSLU sdUeWWOLSd 0} yeoJdde sino 
EY} SOINSUD SIY] “SJOJEDIPU! SAIDIDEId Aa» sy! 
fO JUSWSACIGU! PUue UO!ZeN}ers SnonuNUOD 

0} Pe}IWWOD S! JUBLUSSASSYY Dg ‘D1}e1S 8q 0} 
Pepusju! JOU Ss! JUBWeINsesW s.UeWOLEd 
POOD ‘sseUdAlja}}o Pue ‘sedijas pue sjonpoid 
‘sdiysuoize|a ‘siauoysno ‘ajdoed sno 0} uonejas 
ul sjeo6 eaey am Aum si! yey “wWi9} Huo} auy 

Ul SSOUBAIIDO9-}SOD B|qeua jeu) sessed0id 
sseuisnq pue siesse au} Bulbeuew aie am 

||oM MOY sinseew Osje ue ‘spaeu seaWOysND 
Buljeaw pue sedivies pezeouew Buiantjap aie 
8M |]2M MOY Bas ULD OM ‘O!!OJVIOd Bulyiodas 
peouejeq e Buisn Ag ‘Bulop aie am moy sn 

S}/2} }EY} PyedsJODs e ApIAOId seunseaw INC 


44 


PERFORMANCE MEASURE 


Assessment to Sales Ratio (Roll Quality) 


Coefficient of Dispersion (Uniformity) 


FIGURE 13: Benchmarks 


INTERNATIONAL 
ASSOCIATION 
OF ASSESSING OFFICERS 
(IAAO) STANDARDS 


BC ASSESSMENT 
2007 TARGET 


90 - 110% for Residential 


Properties 2/1007 


<15% for urban properties 
<20% for rural properties 


Combined urban and rural 


(2008 ROLL YEAR) 


AVERAGE RESULT OF 
CANADIAN JURISDICTIONS 
PARTICIPATING IN 
BENCHMARKING STUDY 


BC ASSESSMENT - 
ACTUAL 
(2008 ROLL YEAR) 


96.8% 98.9% 


n/a 


n/a 


Note: Other Canadian Jurisdictions combine urban and rural CODs into a single, blended measure. BC Assessment has refined this measure to differentiate between urban and rural properties, but it can also develop a combined measure for 


comparison purposes with other jurisdictions. 


measures are used by most assessment 
jurisdictions and, as a result, these international 
standards are used to gauge performance. A 
small sample of the most recent benchmarking 
information, available for the 2008 roll year for 
single-family residential properties, is reflected 
in Figure 13. 


The benchmarking information above 
demonstrates that BC Assessment meets 
international standards for roll quality, 
uniformity, equity and fairness and provides the 
taxpayer in B.C with the evidence that we are a 
well-run assessment organization that compares 
favourably with other jurisdictions in Canada. 


We Value Bc 


Strategic Risks 


BC Assessment is systematically building a risk 
management strategy to effectively mitigate 
uncertainties and has adopted the Australian/ 
New Zealand Standard (AS/NZS 4360:2004), 
an internationally recognized best practice risk 
management model. 


Enterprise-wide risk management processes 
were enhanced through the development of a 
risk management policy, an evaluation of risk- 
level maturity, develooment of standardized 
risk registers and the establishment of a risk 
tolerance template. These are to be used 

for improved consistency and objectivity in 
evaluating the likelihood and consequence 

of identified risk. In 2008, we increased our 
capacity to assess risks and more effectively 


manage them. In addition, national emerging 
assessment issues were identified and prioritized 
through BC Assessment's participation in the 
Canadian Directors of Assessment forum. 

The Internal Audit Department continues 

to provide independent assurance to BC 
Assessment's Audit and Finance Committee 
that management has implemented an effective 
system of internal controls to manage the risks 
facing the organization. The three-year Internal 
Audit Plan, which is based on a comprehensive 
risk assessment of the organization, is updated 
annually. 


Strategic planning and performance 
processes have been enhanced through the 
introduction of a comprehensive planning 
and performance management framework 
that includes a Corporate Operating Plan and 
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RISK FACTORS AND SENSITIVITIES 


Attracting and retaining people with 
required professional or technical skills is 
crucial in meeting the evolving business 
needs of BC Assessment. This factor is 
especially relevant when human resources 
are scarce, and the workforce increasingly 
spans several generations that may have 
differing needs for training, job flexibility and 
total compensation. 


RISK FACTORS AND SENSITIVITIES 


The funding model for BC Assessment, 
which relies almost exclusively on a fixed 
annual assessment levy to each property 
owner, challenges the organization to quickly 
respond to increasing costs, the steadily 
growing number of properties and new 
developments. 


We Value Bc 


TALENT MANAGEMENT 


RESPONSE STRATEGIES 


People and Culture is now our number one strategic focus area. The Executive Management Team 
was restructured to focus on this goal. Initiatives being implemented to increase our employee 
engagement so we can continue to meet our customer service commitments include: 


e Ensuring a supply of well-qualified employees. 

e Developing an engaged workforce with consistently high levels of performance. 

e Establishing a learning culture where employees demonstrate leadership, develop skills and 
share knowledge. 


To deliver on these initiatives, BC Assessment developed a retention and recruitment strategy, 
continued to invest in corporate training programs in key areas such as leadership development, 
and launched the development of a staff engagement strategy. It is developing corporate and 
local office action plans in response to the annual staff survey. 


FINANCES 


RESPONSE STRATEGIES 


To address the challenges and work within the current funding model, BC Assessment will be 
undertaking a number of initiatives as specified in its 2009-2011 Corporate Operating Plan. These 
include: 


e Continuing the implementation of an enhanced corporate planning and performance 
management program that provides greater integration between planning, budgeting and 
reporting. 

e Leveraging and enhancing technology to increase efficiencies. 


e Improving effectiveness and efficiency in collecting and maintaining data. 


These initiatives address the strategic focus area of Effectiveness. 
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BC Assessment establishes and maintains 
property values for assessable properties 

in the province of British Columbia and 
provides them to property owners and taxing 
authorities. Taxing authorities use the property 
values to form the basis of their tax rolls. BC 
Assessment's primary source of revenue is from 
a tax levy placed on each taxable property. 
This tax levy is a component of the property 
taxes paid by property owners to the taxing 
authorities who in turn remit the tax levy to BC 
Assessment. Other revenue sources include 
revenue from data access services, payments in 
lieu of taxes, contracts with First Nations, other 
contract revenue and investment revenue. 


The following discussion and analysis should 
be read in conjunction with BC Assessment's 
audited financial statements and related notes 
for the fiscal year ended December 31, 2008. 


Summary of Financial Results 2004- 
2008 and Forecasts 2009 to 2011 


The table below provides an overview of BC 
Assessment's financial results for the fiscal years 
2004-2008, and a financial forecast for the next 
three years as set out in BC Assessment's 2009- 
2011 Service Plan. The table also includes a 
comparison of the 2008 actual results to the 
2008 budget and to the 2007 actual results. 


The 2008-2010 Service Plan reflected 

planned deficits for 2008, 2009 and 2010 of 
$1.756 million, $1.061 million and $0.351 
million, respectively. These planned deficits 
supported the Province’s direction in the 

2008 Shareholder's Letter of Expectations to 
BC Assessment to “develop and implement 

a strategy to return the Corporation's 
unappropriated equity to the taxpayers of 
British Columbia by using these funds to keep 
the Corporation's financing levy increases to 

a minimum over the next three years”. On 
January 28, 2009, the BC Assessment Board 
of Directors was informed by the Ministry of 
Community Development that government had 


Management Discussion and Analysis 


directed that the deficits reflected for the years 
2009 to 2011 be eliminated and the budgets 
be balanced. This change in direction has been 
reflected in the published 2009-2011 Service 
Plan and in the current forecasts. 
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we Value BC 


Equity Balances, end of year* 


VARIANCE COMPARISON 


SUMMARY OF FINANCIAL RESULTS 2004 TO 2008 AND FINANCIAL FORECAST 2009 TO 2011 


FROM TO 
2004 2005 2006 2007 2008 2008 2008 2007 2009 2010 2011 
(in $000's) ACTUAL ACTUAL ACTUAL ACTUAL ACTUAL BUDGET BUDGET ACTUAL FORECAST FORECAST — FORECAST 
Equity in capital assets 11,740" - 13,562 13,248: 12,773: --14,423- -15,7683 ° .(43360) ~~1,650°° 13,959 13,160 “12,077 
Equity from operations 5,400 3,500 3,880 4,450 5,950 4,831 11719 1,500 5,o23 6,148 7,048 
- appropriated 
Equity from operations 5,530 6,444 8,686 7,210 5,881 2,000 3,881 (1,329) 6,972 6,946 TAZ? 
- unappropriated 
22,670 23,506 25,814 24,433 26,254 22,614 3,640 1,821 26,254 26,254 26,254 
* 2009-2011 reflect the impact of 2008 actual results. 
Property, Plant and Equipment Additions VARIANCE COMPARISON 
FROM TO 
2004 2005 2006 2007 2008 2008 2008 2007 2009 2010 2011 
(in $000’s) ACTUAL ACTUAL ACTUAL ACTUAL ACTUAL BUDGET BUDGET ACTUAL FORECAST FORECAST — FORECAST 
4,966 4,848 2,195 2,876 5,040 6,848 (1,808) 2,164 3,662 3,747 4,070 
Staffing VARIANCE COMPARISON 
FROM TO 
NUMBER OF FULL TIME 2004 2005 2006 2007 2008 2008 2008 2007 2009 2010 2011 
EQUIVALENTS (FTE) ACTUAL ACTUAL ACTUAL ACTUAL ACTUAL BUDGET — BUDGET ACTUAL FORECAST FORECAST FORECAST 
638 681 670 686 668 658 10 (18) 666 664 664 
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Expenditures were $147,000 higher in 2008 
than in 2007. Significant changes are as 
follows. 


e Professional and special services expenses 
were $544 000 lower in 2008 than in 2007. 
This was primarily due to lower legal and 
expert witness costs of $760,000. In 2007, 

a significant number of complex valuation 
appeals that required a higher level of legal 
and expert witness support were heard, 
resulting in higher costs. It is important to 
note, that in 2008, legal and expert witness 
costs were the lowest the organization has 
experienced since 2004, partly due to factors 
discussed in the section titled “Comparison 
of 2008 Actual Results to Budget” above. 
The lower legal and expert witness costs 
were partially offset by increases in other 
professional and special services costs related 
to external information technology services 
and recruitment activities. 


e Office premises expenses were $470,000 
higher in 2008 compared to 2007. In 2008, 
the Vancouver Sea to Sky and Kelowna 
regional offices were relocated to new 
premises, and several other office leases were 
renewed at higher rates. 


e Appeal costs requisitioned by the Province 
to cover operating costs of the Property 
Assessment Review Panel and Property 
Assessment Appeal Board were $169,000 
higher in 2008 than in 2007. 


We Value BC 


Expenditures for property, plant and equipment 


were $2.2 million higher in 2008 than in 2007. 


This increase was primarily due to a higher level 


of investment in technology enhancements in 
2008, which included the replacement of all 
desktops, laptops and associated software, 
furniture and equipment, and leasehold 
improvement costs for the Vancouver Sea to 
Sky and Kelowna regional offices. 


Financial Forecast 


The financial forecast incorporates a range of 
key assumptions. 


e Tax levy revenue includes estimated 
new revenue from new construction and 
development. 


Other revenue sources are derived from 
contracts with First Nations, payments in 
lieu of taxes, data access services and other 
miscellaneous items. 


Expenditures include known and estimated 
increases for the planning period. 


BC Assessment is required by legislation to 
cover the operating costs of the Property 
Assessment Review Panel (PARP) and the 
Property Assessment Appeal Board (PAAB). 
PARP and PAAB are administered by the 


Ministry of Community Development and are 


independent of BC Assessment. 


e The Board of Directors of BC Assessment 
established that funding for significant non- 
recurring expenditures be provided from 


accumulated equity from operations. The 
Board has appropriated $1 million each year 
since 2005 for future assessment system 
replacement in addition to amounts required 
to fund significant information technology 
projects each year. Appropriated amounts 
have been classified as a component of 


equity. 


BC Assessment does not have any long- 
term debt for the planning period. The 
organization borrows funds to finance its 
operating and capital expenditures during 
the first half of each fiscal year and repays 
the accumulated debt from the proceeds 

of property assessment tax levy revenues 
collected from taxing jurisdictions at the end 
of July. The Minister of Finance acts as the 
fiscal agent of BC Assessment. 


In management's opinion, the financial 
forecasts reflect accounting treatment that is 
consistent with current Canadian generally 
accepted accounting principles. The financial 
forecasts do not include the impact of 
International Financial Reporting Standards 
(IFRS). 
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we Value BC 


British Columbia Assessment Authority Statement of 


Management Responsibility 


The financial statements of the British Columbia Assessment Authority (“BC Assessment”) for the year ended December 
31, 2008 have been prepared by management in accordance with Canadian generally accepted accounting principles 
consistently applied and appropriate in the circumstances. The financial statements have, in management's opinion, been 
properly prepared within reasonable limits of materiality and within the framework of the significant accounting policies 
summarized in the notes to financial statements. 


Management is responsible for the preparation of the financial statements and has established a system of internal 
controls to provide reasonable assurance that assets are safeguarded, transactions are properly authorized, and financial 
records provide reliable information for preparation of financial statements. 


The Board of Directors carries out its responsibility for the review of the financial statements. The Board meets with 
management and the external auditor to discuss the results of audit examinations and financial reporting matters. 
The external auditor has full access to the Board, with and without the presence of management. 


The Auditor General of British Columbia, the external auditor of BC Assessment, has performed an independent audit 
of the financial statements of BC Assessment in accordance with generally accepted auditing standards. The Auditor's 
Report outlines the scope of this independent audit and his opinion on the financial statements of BC Assessment. 


Connie Fair Andy Hoggarth 
PRESIDENT AND VICE PRESIDENT AND 
CHIEF EXECUTIVE OFFICER EXECUTIVE FINANCIAL OFFICER 


Victoria, British Columbia 
April 1, 2009 
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BRITISH COLUMBIA ASSESSMENT AUTHORITY 
Balance Sheet 

(in $000s) 

December 31, 2008 


2008 2007 
Assets 
Current assets: 
Cash and cash equivalents 23,608 21,530 
Accounts receivable . 1,552 1311 
Prepaid expenses 653 808 


25,813 23,954 
Property, plant and equipment (note 3) 14,423 5 OR FS 


40,236 36,727 


Liabilities 
Current liabilities: 
Accounts payable and accrued liabilities 9,797 9,878 
Current portion of long-term liabilities 295 283 
10,092 10,161 
Long-term liabilities (note 4): On behalf of the Board 
Employees’ past and future benefits 2,398 2,114 
Lease inducements 1,125 19 
Other 367 - 
3,890 2,133 
Equity 
Equity in property, plant and equipment 14,423 12,113 Director 
Equity from operations - appropriated 5,950 4,450 
Equity from operations - unappropriated 5,881 i210 


26,254 24,433 


40,236 36,727 


Director 


Commitments (note 7) 


The accompanying notes are an integra! part of these financial statements. 
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BRITISH COLUMBIA ASSESSMENT AUTHORITY 


Statement of Equity 

(in $000s) 

Year ended December 31, 2008 
Property, plant 
and equpment Appropriated Unappropriated 2008 2007 

(note 11) 

Equity, beginning of year 12,773 4,450 7,210 24,433 25,814 

Excess of revenue (deficiency) over 

expenditure for the year (3,335) - 0, 100 1,821 (1,381) 

Transfers to equity in property, plant and 

equipment 4,985 - (4,985) ° - 

: 1,500 (1,500) : 


Transfer during year 


Equity, end of the year 14,423 


The accompanying notes are an integral part of these financial statements. 
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BRITISH COLUMBIA ASSESSMENT AUTHORITY 


Notes to Financial Statements 


Year ended December 31, 2008 


i 


Nature of Business 


The British Columbia Assessment Authority (“BC Assessment”) was established in 1974 as an independent Crown corporation by the 
Province of British Columbia by enactment of the Assessment Authority Act. The purpose of BC Assessment is to establish and maintain 
assessments that are uniform in the whole of the province in accordance with the Assessment Act. 


1. Significant accounting policies: 


The financial statements of BC Assessment have been prepared by management in accordance with Canadian generally accepted 
accounting principles. The following is a summary of the significant accounting policies used in the preparation of these financial statements. 


(a) Change in accounting policies: 


Effective January 1, 2008 BC Assessment adopted the new standard announced by the Canadian Institute of Chartered Accountants 
(CICA) Section 3862 Financial Instruments — Disclosures and Section 3863 Financial Instruments — Presentation, which revise and 
enhance the current disclosure requirements but do not change the existing presentation requirements for financial instruments. The new 
disclosure provides additional information on the nature and extent of risk arising from financial instruments and how BC Assessment 
manages those risks. 


Effective January 1, 2008 BC Assessment also adopted the recommendations of the CICA Section 1535 Capital Disclosures, which 
requires disclosure of information related to the objectives, policies and processes for managing capital. In addition, the disclosures 
include whether externally imposed capital requirements have been complied with. The new standard is effective for fiscal years 
beginning on or after October 1, 2007 and as this standard only addresses disclosure requirements there is no impact on BC 
Assessment’s operating results. 


(6) Financial instruments: 


The CICA requires that all financial instruments be classified as one of the following: held-to-maturity, loans and receivables, held-for- 
trading, available-for-sale or other financial liabilities. BC Assessment has designated its financial instruments as follows: 
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BRITISH COLUMBIA ASSESSMENT AUTHORITY 


Notes to Financial Statements 


Year ended December 31, 2008 


1. Significant accounting policies (continued): 


(d) 


(f) 


We Value BC 


Lease inducements: 


Lease inducements include cash payments, reduced rent and rent free periods. The lease inducement benefits are amortized on a 
straight-line basis over the occupancy period. 


Revenue: 
Revenues are recorded on an accrual basis in the period in which the transactions or events occurred that gave rise to the revenues. 


Tax levies: BC Assessment, by by-law and subject to the prior approval of the Lieutenant Governor in Council, each year imposes and 
levies a tax upon all taxable real property in the province, but excluding property that is taxable for school purposes only by special Act. A 
copy of this by-law is forwarded to the Tax Collector of every municipality in the province and to the Surveyor of Taxes in order that the 
taxes so levied will be placed on the tax rolls. The proceeds of the taxes so levied and collected by the municipalities or the Minister of 
Finance constitutes BC Assessment’s tax levies revenue. 


Other revenue: Other revenue includes revenue from data access services, payments in lieu of taxes, contracts with First Nations, and 
other miscellaneous revenue (refer to note 8). 


Investment: Investment revenue includes interest on deposits in banks, earnings generated by short- term investments and changes in 
fair value during the year. 


New accounting pronouncements: 


In February 2008 the CICA issued section 3064 Goodwill and Intangible Assets which provides guidance on the recognition, 
measurement, presentation and disclosure for goodwill and intangible assets, other than the initial recognition of goodwill or intangible 
assets acquired in a business combination. The standard is effective for fiscal years beginning on or after October 1, 2008, and requires 
retroactive application to prior period financial statements. BC Assessment has evaluated the impact of this new standard for adoption on 
January 1, 2009 and does not expect any significant impact on its financial statements. 
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BRITISH COLUMBIA ASSESSMENT AUTHORITY 


Notes to Financial Statements 


Year ended December 31, 2008 


2. Financial instruments (continued): 
Credit risk 


BC Assessment is exposed to credit risk on accounts receivable due to inability of customers to pay for products and services as well as the 
potential failure of property owners to pay property taxes to taxing jurisdictions and the Province. BC Assessment relies on taxing jurisdictions 
and the Province to collect taxes and remit tax levies to BC Assessment and the corporation monitors and manages the collection of 
receivables from other customers. At December 31, 2008, accounts receivable totaled $1,552,000 (2007: $1,311,000). These figures are 
reported net of an allowance for doubtful accounts of $66,198 (2007: $61,309). The doubtful amounts are mainly due to the impact on BC 
Assessment tax levies of uncollectible property taxes by taxing jurisdictions. 


Liquidity risk 


Liquidity risk is the risk that the corporation will not be able to meet its financial obligations as they fall due or will not be able to meet them at a 
reasonable cost. BC Assessment manages liquidity risk primarily by monitoring actual to forecast cash flows and by maintaining the ability to 
borrow funds through the Province. 


3. Property, plant and equipment: 
SSS a a a I RE 5 ES SS TE SS (SESE (SE 


2008 2007 
(in $000s) Cost Accumulated Net book Net book 
amortization value value 
Land 354 - 354 354 
Buildings 2,519 1,470 1,049 t, 120 
Furniture and equipment, including computer equipment 18,043 15,806 2.291 1,845 
Assessment system software W295 5,129 7,650 8,349 
Other software 472 192 280 14 
Motor vehicles 2,025 1,428 597 574 
Leasehold improvements 2,669 413 2,256 


38,857 24,434 14,423 12,019 
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BRITISH COLUMBIA ASSESSMENT AUTHORITY 


Notes to Financial Statements 


Year ended December 31, 2008 


5. Employee benefits plan: 


BC Assessment and its employees contribute to the Public Service Pension Plan in accordance with the Public Sector Pension Plans Act. 
The British Columbia Pension Corporation administers the plan, including payment of pension benefits to employees to whom the act applies. 
The Public Service Pension Plan is a multi-employer, defined benefit plan. Under joint trusteeship, the risk and reward associated with the 
Plan's unfunded liability or surplus is shared between the employers and the plan members and will be reflected in their future contributions. 
The most recent actuarial valuation (March 31, 2008) determined the Plan had a surplus. Despite the surplus, the Public Service Pension 
Board of Trustees is required to implement a contribution rate increase of 0.15% each, for plan members and employers to meet the funding 
requirements of the Pension Benefits Standards Act. The increase in rates will go into effect April 1, 2009. 


Contributions to the Plan by BC Assessment for 2008 were $3,365,515 (2007: $3,365,729). 


Management of capital: 


BC Assessment defines capital as equity (assets minus liabilities). BC Assessment manages its capital structure in accordance with its long- 
term view of investments in property, plant and equipment (refer to note 11) and the anticipated impacts to operations caused by changes in 
economic conditions necessary to meet its legislative mandate. There has been no change to BC Assessment's approach to capital 
management during the period. BC Assessment is currently meeting all of its financial commitments. BC Assessment has no externally 
imposed capital requirements. 


Commitments: 


BC Assessment is committed to make payments under operating leases and contracts as follows: 


SS a SSS SS SSS SP 


(in $000s) Premises leases Other contracts 
2009 5,423 3,218 
2010 6,763 1,283 
2011 6,470 907 
2012 5,884 853 
2013 4,960 {fe 
2014 - 2025 34,852 388 
64,352 7,424 
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BRITISH COLUMBIA ASSESSMENT AUTHORITY 


Notes to Financial Statements 


Year ended December 31, 2008 


12. Supplemental cash flow information: 


(a) 


Major components of cash and cash equivalents are as follows: 


(in $000s) 2008 2007 

Cost Fair value Cost Fair value 
Cash 235 235 486 486 
Short-term investments 23,331 23,373 21,328 21,349 
Cash and cash equivalents, end of year 23,566 23,608 21,814 21,835 


Changes in non-cash working capital: 


(in $000s) | 2008 2007 
Current assets: 
Accounts receivable (240) 252 
Prepaid expenses 155 (184) 


Current liabilities: 


Accounts payable and accrued liabilities 


(167) 614 


13. Related party transactions: 


BC Assessment is related through common ownership to all Province of British Columbia ministries, agencies and Crown corporations and all 
public sector organizations such as school districts, colleges, universities and health authorities that are included in the provincial government 
reporting entity. In addition, transactions with senior management, directors, immediate family members of senior management and directors 
and companies with which any of the above have a financial interest are also considered related parties. These transactions are in the normal 
course of operations and are measured at the exchange amount, which is the amount of consideration established and agreed to by the 
related parties. 
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Links to Resources 


BC Assessment Resources 
Area offices: 
www.bcassessment.ca/offices/index.asp 


Board of Directors: 
www.bcassessment.ca/about/board.asp 


Board of Directors’ governance practices: 
www.bcassessment.ca/pdf/about/Board_ 
Governance.padf 


Customer surveys: 
www.bcassessment.ca/customer_service.asp 


Executive Management Team: 
www.bcassessment.ca/about/executive.asp 


We Value BC 


Information for governments: 
www.bcassessment.ca/local_gov.asp 


Map of assessment areas: 
www.bcassessment.ca/pdf/offices/Province_ 
map_regions_2007.pdf 


Process for requesting an independent review 
of a residential property assessment: 
www.bcassessment.ca/process/review.asp 


Products and services: 
www.bcassessment.ca/products/index.asp 


Reports: www.bcassessment.ca/publications/ 
reports/index.asp 


Service commitment and service standards: 
www.bcassessment.ca/customer_service.asp 


Structure and mandate: 
www.bcassessment.ca/about/index.asp 


Taxing Jurisdiction Advisory Committee: 
www.bcassessment.ca/local_gov_customer.asp 


Other Resources 


BC OnLine — Internet access to e-government 
services: www.bconline.gov.bc.ca/ 


Best Practice Guidelines: BC Governance and 
Disclosure Guidelines for Governing Boards of 
Public Sector Organizations, published by the 
Board Resourcing and Development Office, 
Office of the Premier: cover page: www.lcs.gov. 
bc.ca/brdo/governance/BPG_Cover_Final2.pdf 
text: www.lics.gov.bc.ca/brdo/governance/ 
corporateguidelines.pdf 


Farm Assessment Review Panel: 
www.farmassessmentreview.ca/index.htm 


Property Assessment Appeal Board (PAAB) 
process: www.assessmentappeal.bc.ca 


Property Assessment Review Panel (PARP) 
process: www.cd.gov.bc.ca/parp/ 


Province of British Columbia 2008/09-2010/1 1 
Strategic Plan: www.bcbudget.gov.bc.ca/2008/ 
stplan/default.html#1 
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Glossary of Terms 


Assessment 


An assessment is the determination of a 
property's market value as of July 1 each year. 
On December 31, BC Assessment mails a 
Property Assessment Notice to each property 
owner. The Property Assessment Notice shows 
the property’s market value and contains other 
important property information. 


Assessment LinkBC 


Assessment LinkBC is an Internet-based 
system that provides electronic access for 
taxing authority and BC Assessment staff to 
assessment roll information in a customized 
report format. 


Assessment Notice 


The assessment notice details the assessed 
value of the land and any improvements on 

the property. Assessment notices are mailed to 
every person designated on the assessment roll 
to receive one. 


We Value BC 


Assessment Roll 


An assessment roll contains the legal 
description, ownership, assessed value, use 
classification and other details for every 
property in B.C. Every December 31, BC 
Assessment provides taxing authorities with a 
new assessment roll that lists all properties, the 
names of the owners, and the taxable values 
of the land and any improvements (buildings). 
Each annual assessment roll is used to calculate 
taxation in the following year. Specific types of 
roll are the completed roll, the grant roll, the 
revised roll and the supplementary roll. 


Assessment to Sales Ratio 


The Assessment to Sales Ratio (ASR) is 
calculated by dividing the assessed value (as 
determined by BC Assessment) of a property 
that has sold by its actual selling price, then 
expressing the result as a percentage. A 
property with an assessed value of $243,000 
that sold for $250,000, for example, would have 
an ASR of 97.2%. 


Australian/New Zealand Standard 
(AS/NZS 4360:2004) 


The Australian/New Zealand Standard (AS/NZS 
4360:2004) is a generic guide for managing 
risk. This Standard may be applied to a wide 
range of activities, decisions or operations of 
any public, private or community enterprise, 
group or individual. The Standard specifies 
the elements of the risk management process. 
It is generic and independent of any specific 
industry or economic sector. The design and 
implementation of the risk management system 
will be influenced by the varying needs of 

an organization, its particular objectives, its 
products and services, and the processes and 
specific practices employed. 


Coefficient of Dispersion 


The Coefficient of Dispersion (COD) measures 
how closely a group of numbers is clustered 
around its median (or middle) number. The 
lower the COD, the better the product. 


Completed Roll 


The completed roll is produced by BC 
Assessment in December of each year for 
taxation the following year. 
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Revised Roll 


The revised roll includes anendments made 
by the Assessor and the Property Assessment 
Review Panels during February and March of 
each year. 


Statutory Report 


A statutory report gives value summaries for 
specific taxation purposes, such as funding for 
school districts, regional districts, local areas, 
and hospital and transit services. 


Supplementary Roll 


A supplementary roll contains changes and 
corrections to the assessment roll, including 
decisions from the Property Assessment Appeal 
Board. Supplementary rolls are issued between 
April and December. 


Taxing Jurisdiction Advisory Committee 
(TJAC) 


The TJAC is an advisory committee 
representing some 200 taxing jurisdictions 
across the province (e.g., local governments 
and some provincial agencies). The committee 
is a mechanism for ensuring regular and 
effective communication between BC 
Assessment and taxing jurisdictions, identifying 
needs and providing advice on how products 
and services can be improved. The committee 
meets quarterly. 
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PERFORMANCE MEASURES 2 AND 3 - 
CUSTOMER SATISFACTION SURVEY RESULTS 


BC Assessment initiated a Request for Proposal 
process in 2008 to select a professional 

market research consulting firm. Through this 
process, the qualifications and experience 

of the selected firm were verified and we are 


confident that the services received are reliable. 


The survey results were found to be reasonable 
when compared to historical trends and current 
market movement. 


Surveys have an inherent margin of error. The 
surveys conducted in 2008 had a margin of 
error ranging from +/- 3.1% for the residential 
survey to +/- 3.3% for the non-residential 
survey. This means that the actual overall 
reported results of 82% for 2008 could actually 
be some 3% higher or lower. 


The customer survey program began in 2006 
as an annual survey with those groups who 
receive assessment roll information. In 2008, 
at the request of the local government, First 
Nations and provincial government customer 
groups, we implemented a biennial survey 
program to avoid survey fatigue with these 
customers. The independent market research 
team administering our customer survey 
program supported the recommendation from 
our customers. As a result, a survey was not 
conducted in 2008, but will be conducted in 
2009 with these customer groups and then 
again in 2011. In 2009, we will be considering 
modifications to this measure as part of our 
performance management program to enable 
a yearly and more consistent measurement of 


We Value Bc 


satisfaction with our services from this customer 
group. 


PERFORMANCE MEASURES 4 - 
PERCENTAGE OF ASSESSMENTS ACCEPTED 
WITHOUT APPEAL 


Staff receive formal complaints from property 
owners in January of each year and enter 

the information into the valueBC information 
system. Notices of Hearing are distributed and 
hearings are held in communities throughout 
British Columbia. Following the hearings, 
property owners are sent Notices of Decision 
indicating whether or not the complaint was 
successful. This provides an external control 
and verification of the complaint process. 

Data quality is maintained through internal 
controls, including a review and audit of the 
complaint data and comparison to historical 
trends and current market movement to ensure 
its accuracy. While appeal rates have been 
declining since 2005, rates typically increase in 
periods of rapid change in market values. In 
this regard, Bill 45 has had a moderating effect 
and must be considered as a factor influencing 
appeal rates for the 2009 Roll, in addition to 
the ongoing efforts within BC Assessment 

to reduce appeal rates by more proactive 
communication with our residential and non- 
residential customer groups and improving 
customer access to assessment information. 


Assessment Roll Quality 


BC Assessment's two primary roll quality 
measures are the median Assessment-to-Sales 
Ratio (ASR) and the Coefficient of Dispersion 
(COD). The International Association of 
Assessing Officers (IAAO) has set standards 

for each of these statistical measures. The 
ASR and COD are based on the revised roll 
and the data is generated by our Quality 
Assurance Department, and reported annually 
in an Assessment Roll Quality Report. The 
Assessment Roll Quality Report is a detailed 
statistical analysis demonstrating the accuracy 
and uniformity of the assessment roll. In 2008, 
BC Assessment's Internal Audit department 
undertook a review of the 2008 Roll Quality 
Report to evaluate the completeness, accuracy, 
and relevance of the information reported. As a 
result of this audit, many strengths were noted 
in the report, but also suggested the report 
could be enhanced with a more comprehensive 
executive summary and greater analysis of the 
roll quality results. 


The reliability of these roll quality performance 
measures is founded on the records as 
provided by the Land Title and Survey Authority 
of British Columbia, the agency responsible 

for managing, operating and maintaining the 
province's land title and land survey systems. It 
was established in January 2005 under the Land 
Title and Survey Authority Act, [SBC 2004], 

c.66 as an independent organization and must 
meet obligations and targets that the provincial 
government has established for it in legislation 
and in an Operating Agreement between the 
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PERFORMANCE MEASURES 


ASR- residential 


ASR-non-residential 


COD-rural 


2009 COMPLETED ROLL 
( NON BILL 45) 


96.6% 


2009 REVISED ROLL ( BILL 45) 


96.8% 


95.4% 94.2% 94.2% 


2008 REVISED ROLL 


96.8% 


Note: a 2009 (non Bill 45) revised roll was not produced. As a result, we do not have this information to use as part of the comparison between the 2009 revised roll (Bill 45) and 2008 revised roll. 


2008 than in previous years. BC Assessment 
feels that the results in 2009 can be reasonably 
compared to performance in previous years. 
The table above identifies performance in 
relation to the 2009 (Bill 45) revised roll, the 
2009 (non Bill 45) completed roll, and the 2008 
revised roll for the ASR and COD performance 
measures. 


The ASR and COD results for the three rolls 
noted above all meet the IAAO standards for 
these industry standards. 


The 2008 (2009 Bill 45 roll) roll quality measure 
results are based on the statistics generated 


from the 2009 revised roll which was completed 
March 31, 2009. 


PERFORMANCE MEASURE 5 - 
ASSESSMENT-TO SALES RATIO (ASR) 


BC Assessment measures the ASR for 
properties according to internationally 
recognized standards. The ASR is calculated 
by dividing the actual value (as determined by 


We Value Bc 


the Corporation) of a property that has sold, 
by its selling price, and expressing the result 
as a percentage. For example, if a property is 
assessed with a value of $243,000, and it sold 
for $250,000, the ASR would be 97.2 per cent. 
In short, the ASR measures how accurately BC 


Assessment appraises property at market value. 


The IAAO has set a standard for a median 
ASR of 90 per cent to 110 per cent for an 
acceptable level of assessment achievement. 
BC Assessment’s 2008 (2009 roll) target of >97 
per cent for residential properties and >95 per 
cent for non-residential properties exceeds this 
standard. The targets in the 2009-2011 Service 
Plan have been changed to a range of 97-100 
per cent and 95-100 per cent respectively, to 
reflect a closer, but more precise, match to the 
[AAO standard. 


BC Assessment's statistics are based on all 
available single-family residential arms-length 
sales for the two quarters surrounding the 
Corporation's valuation date of July 1. In 
regions with significant market movement over 


the six-month period, the dispersion will be 
overstated. For non-residential sales, data is 
based on sales occurring throughout the year. 


PERFORMANCE MEASURE 6 - 
COEFFICIENT OF DISPERSION (COD) 


BC Assessment also measures the COD for 
properties located in both urban and rural 
areas, according to internationally recognized 
standards. The COD measures the quality of 
our data by virtue of the spread of all the ASRs 
around its median, or middle number. The 
lower the COD, the better quality the product. 


To calculate the COD, the differences between 
each ASR in a group and the median ASR 

are added together. The average difference 

is the sum of these numbers divided by the 
median, and it is expressed as a percentage. 
The following table provides an example 
calculation. 
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APPENDIX B: Changes to Goals, Performance Measures and Targets 


in the 2008-2010 Service Plan 


The Service Plan for 2008-2010 sets out the 
performance expectations against which BC 
Assessment would typically report. However, 
the goals, strategies and performance 
measures in that plan were amended during 
the year to reflect new priorities within the 
organization and continued efforts to develop 
a suite of measures that reflect customer and 
stakeholder concerns. These refinements 
were made as part of BC Assessment's formal 
planning processes and were approved by the 
Board of Directors in 2008. This new framework 
is the basis for reporting on results in 2008. 


Goals and Performance Measures 


As illustrated in Figure B-1, BC Assessment 
supplemented the three goals identified in the 
2008-2010 with two new goals which reflect the 
priority that the Board has placed on continuing 
to develop the people resources within the 
organization and the importance of developing 
strong and effective working relationships with 
our Shareholder, partners and stakeholders. 


The existing portfolio of measures, identified 
in the 2008-2010 Service Plan has also been 

supplemented with several new performance 
measures to support planning and reporting 

out against the revised goals. 


We Value BC 


The new measures are identified in Figure B-1 
and they include: 


e PM.1: Employee Engagement 
e PM.6: Coefficient of Dispersion 
e PM.7: Roll Stability 


Each of these performance measures are 
described more fully in the body of the annual 
report. For discussion regarding Data Source 
Reliability and Limitations, refer to Appendix A. 
In addition to these changes, the description 
for some goal statements and performance 
measures has been streamlined. 


The 2009-2011 Service Plan also specifies 

that BC Assessment will be developing a 
performance measure to support our goal 

to operate in an environmentally responsible 
manner and to meet government's greenhouse 
gas reduction objectives. The measure and 
targets are to be developed in 2009 and will 
be reported against in the 2009 Annual Service 
Plan Report. 


Targets 


The 2008 targets for PM 2, 3, 4 and 5 were 
unchanged in 2008. Targets for 2008 associated 
with PM 6 and 7, previously included in our 
internal corporate performance management 
program, were brought forward in our 2009- 
2011 Service Plan and are now being reported 
in the 2008 Annual Report. The targets for PM 
2,3 and 5 have been changed from 2009 to 
2011, are noted in our 2009-2011 Service Plan 
and also reported in the 2008 Annual Report. 
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FIGURE B-1: Revised Goals and Performance Measures 


PUBLISHED GOALS AND PERFORMANCE MEASURES - 


2008/2010 SERVICE PLAN REVISED GOALS AND PERFORMANCE MEASURES 


GOALS PERFORMANCE MEASURES PERFORMANCE MEASURES 


3. Conduct our -PM.5: The average cost per property Roll Stability (new performance 
business effectively, . : for assessment services funded measure) 
efficiently and in from property tax levies willnot 
an environmentally | Increase at a rate greater than 
responsible manner. | co eG 


Cost per Property 
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